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Abstract: This study aims to test and analyze the effect of System Quality and 
Information Quality on the End User Satisfaction of Enterprise Resource Planning 
(ERP) with Perceived Usefulness as a moderating variable and to test and analyze 
whether the variable System Quality and Information Quality influence 
simultaneously or partially on the End User Satisfaction Enterprise Resource 
Planning (ERP) and Perceived Usefulness as moderating variables affect the 
relationship of System Quality and Information Quality to ERP End User 
Satisfaction. This type of research is causal research. Data collection is carried out 
by collecting primary data obtained through the distribution of questionnaires to the 
employees of PT PLN (Persero) Distribution and Center for Load Management 
(P3B) UPT Sumatra Medan. The population in this study were all employees of PT 
PLN (Persero) Distribution and Center for Load Management (P3B) Sumatra UPT 
Medan. as many as 184 people. The research sample used in this study amounted 
to 52 people. The results showed that the partial quality of the system had a 
significant positive effect on ERP End User Satisfaction and the Information 
Quality had a significant negative effect on ERP End User Satisfaction. 
Simultaneously, System Quality and Information Quality significantly influence 
ERP End User Satisfaction. And the results of the study also showed that perceived 
usefulness was not a moderating variable. 
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1. INTRODUCTION  
  BUMN (State-Owned Enterprise) is a company engaged in the field of trade 
and services whose purpose is to earn profits and prosper the people. One way to 
achieve success can be done by integrating information systems through the use of 
information technology, increasing the efficiency of information systems to 
produce more efficient management in business processes. Other reasons include 
increasing effectiveness, achieving financial statement output correctly. An 
information system will be successfully supported by several supporting factors, 
including user participation. Jumaili (2005) states that if the user evaluates, it will 
encourage the user to use technology. Therefore, user evaluation is used as a 
measure of the success of the implementation and quality of information system 
services that are linked to the compatibility of tasks with technology. 
  User evaluation will be used as a measure of the success of the 
implementation and quality of information system services that are linked to the 
suitability of the tasks with technology, the suitability of the tasks and technology 
can be related to the location of data relating to the ease of finding the data needed 
in other words facilitate the work. User satisfaction is an assessment regarding 
whether the performance of an information system is relatively good or bad, and 
also whether the information system presented is suitable or incompatible with the 
user's goals. In general user satisfaction is the result felt by users regarding the 
performance of a system that is operated in accordance with their expectations. 
Users are satisfied when their expectations are met. Satisfied users tend to stay loyal 
for longer and use it more frequently. In accounting, also known as an effective 
Accounting Information System (AIS), is important for the long-term success of 
any organization. Without tools to monitor activities that occur, there will be no 
way to decide how well the company is performing. 
  Each company also needs to explore the effects of various activities on the 
resources under it. One of the factors that becomes management's input in decision 
making is input from accounting information systems. Accounting itself, as an 
information system, includes the activities of identifying, gathering, processing, 
and communicating economic information about an organization to various parties 
Nugroho (2001). Information generated by SIA can identify various situations that 
require management actions and by reducing uncertainty, Accounting information 
provides the basis for choosing among various alternative actions as well as 
information about the results of previous decisions providing valuable feedback that 
can be used to improve decisions in the future. Over the past few years, SIA has 
been presented in a number of different models or approaches. Each new model 
develops because of the weaknesses and limitations of the previous model. One 
information system model that is widely used today is Enterprise Resources 
Planning (ERP), which is an information system model that facilitates an 
organization to automate and integrate key business processes. According to Rama 
and Jones (2008), ERP is a business management system which integrates all 
aspects of the company's business processes, including marketing, production, 
human resources, as well as accounting and finance. 
 
2. THEORETICAL BASIS 
2.1. Basic Theory of Information Systems 
 During this research that measures the success of the development of 
information systems rests on the main model according to Dishaw and Strong in 
Irianto (2012), namely: Technology Acceptance Model or TAM. TAM argues that 
the acceptance of a worker (individual) to the information technology system is 
determined by the usefulness of perception and ease of use of perception. TAM is 
related to technology variables and utilization variables. Where if someone feels 
that the use of technology will be able to improve their performance, then that 
person will continue to use the technology. One of the benefits of using TAM is 
that this model provides a framework for investigating the impact of external 
variables on individual intentions in the acceptance of information technology. 
2.2. System Quality 
 System quality is a measurement of information systems processes that 
focus on the results of interactions between users and systems. The quality of the 
system has attributes such as equipment availability, equipment reliability, ease of 
use, and response time are determining factors why an information system is used 
or not used. 
2.3. Information Quality 
 Information quality relates to system use, user satisfaction, and net benefits 
(DeLone and McLean 1992, 2003). Information quality has attributes such as 
information obtained from a system, information accuracy, information relevance, 
timeliness, and completeness of information. Information quality is often a key 
dimension regarding end-user satisfaction instruments (Ives et al., 1983; Baroudi 
and Orlikowski, 1988; Doll et al., 1994). 
2.4. User Satisfaction 
 User Satisfaction has a very central role in the development of information 
systems. The results of the study presented both by McKeen et al., (1994); Doll and 
Deng (2001); Guimaraes et al., (2003); Suryaningrum (2003) found that user 
understanding is an effective variable and determines user satisfaction, system 
success and system quality. The use of the three variable terminology (user 
satisfaction, system success, and system quality) is often ambiguous. 
2.5. Conceptual Framework and Hypotheses 
 Based on the theoretical basis and the formulation of previous research 
problems, the conceptual framework used in this study, System Quality (X1), 
Information Quality (X2) affects the satisfaction of ERP (Y) end users through 
Perceived Usefulness (Z). Perceive Usefulness (Z) moderates the relationship 
between the quality of information systems (X1) and information quality (X2) with 
the end-user satisfaction of ERP (Y) can be described as follows:  
 
Figure 1 Conceptual framework 
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Based on the conceptual framework, the hypotheses of this study are as follows: 
H1  =  Information system quality has a positive effect on ERP user satisfaction 
H2  =  Information quality has a positive effect on ERP user satisfaction 
H3 = Perceived usefulness can moderate the relationship between system 
quality and information quality with the satisfaction of ERP end users 
 
3. RESEARCH METHODS 
 This study uses causality research design which is useful for analyzing the 
influence of one variable with other variables. The data used in this study are 
primary data types which were collected using questionnaires. This research was 
conducted at PT PLN (Persero) Distribution and Load Management Center (P3B) 
of Sumatra UPT Medan, located on Jln. Electricity No. 12 Medan. A sample is a 
subset of a population unit. For the information obtained from the sample to truly 
represent the population, the sample must represent the characteristics of the 
population it represents. In this case the samples were 52 employees who served as 
users of the Enterprise Resource Planning (ERP) System. This research uses 
SmartPLS method version 3.0 which is applied using computer media. 
 
4. RESEARCH RESULTS AND DISCUSSION 
4.1. Research Result 
Hypothesis Testing Direct Effect (Inner Model) 
 Value of the path coefficient and the value of P-Values for testing the 
significance of the effect of system quality, information quality on user satisfaction. 
The coefficient of determination (R-Square) is 0.477. This value can be interpreted 
as the quality of the system and information quality simultaneously / jointly affect 
user satisfaction by 47.7%, the remaining 52.3% is influenced by other factors. 
Moderation Testing 
 Then moderation testing is carried out, i.e. testing whether perceived 
usefulness is significant in moderating the influence of system quality, information 
quality on user satisfaction. 
 
Table 1 Moderation Test Results 
  
Original 
Sample (O) 
Sample 
Mean (M) 
Standard Deviation 
(STDEV) 
T Statistics 
(|O/STDEV|) 
P 
Value
s 
IK -> KP 0.277 0.274 0.106 2.614 0.009 
KS -> KP 0.498 0.496 0.168 2.961 0.003 
PU -> KP 0.118 0.126 0.117 1.012 0.312 
moderation_X1Z
Y -> KP 
0.149 0.139 0.209 0.713 0.476 
moderation_X2Z
Y -> KP 
-0.275 -0.235 0.210 1.309 0.191 
Source: Results of Data Processing, SmartPLS software version 3.0 
 
Based on the moderation test results in Table 1, the results are obtained: 
1. Given the P-Values value of moderation_x1z -> KP is 0.476> a significance 
level of 0.05, it is concluded that perceived usefulness is not significant in 
moderating the effect of system quality on user satisfaction. 
2. Given the P-Values value of moderation_x2z -> KP is 0.191> a significance 
level of 0.05, it is concluded that perceived usefulness is not significant in 
moderating the effect of quality information on user satisfaction. 
4.2. Discussion 
Effect of System Quality on End User Satisfaction 
 The results of this study indicate that the system quality variable has a 
significant positive effect on ERP end-user satisfaction This positive effect shows 
that the system quality variable is in line with the ERP end-user satisfaction. This 
means that the higher the quality of the system, the higher the level of satisfaction 
of ERP end users. The results of this study are in line with McLean (1992), 
McKiney (2002), Rai (2002), McGill (2003), Subramanian (2005) and Livari 
(2005) showing that the quality of information systems has a positive effect on 
satisfaction of its users. 
Effects of Information Quality on ERP User Satisfaction 
 The results of this study indicate that the information quality variable has a 
positive and significant effect on ERP end-user satisfaction. Indicates that the 
information quality variable is in line with ERP end user satisfaction. This is in line 
with research conducted by Seddon and Kiew (1994) who have tested the effect of 
the quality of this information on the satisfaction of users of information systems. 
Their test results indicate that the quality of information is positively related to the 
satisfaction of end users of information systems. This is also in line with the results 
of the research of Kim and McHaney (2000), McKiney et al, (2002), Rai et al, 
(2002), McGill et al, (2003), Almutairi and Subramanian (2005) and Livari (2005) 
which state system users information believes that the quality of the system and the 
quality of information generated from the system used is good, they will feel 
satisfied using the system. 
Perceived Usefulness Moderates the Relationship Between System Quality and 
Information Quality on ERP User Satisfaction 
 Testing the influence of moderation is done by residual test. From the test 
results the regression coefficient of ERP end-user satisfaction is not significant to 
Perceived Usefulness. So, it can be concluded that Perceived Usefulness cannot 
moderate the relationship between system quality and information quality with ERP 
end user satisfaction. This is not in line with Zviran's (2005) study which states that 
Perceived Usefulness has a strong relationship with User Satisfaction. But in line 
with research by Trisnawati et.al, (2018) which states that the Perceived Usefulness 
variable has no effect on User Saticfaction. 
 
5. CONCLUSIONS AND RECOMMENDATIONS 
5.1. Conclusions 
 Based on the results of data analysis and the discussion carried out in the 
previous chapter, research, it can be concluded that: 
1. The quality of the system and quality of information simultaneously / 
together affect user satisfaction by 47.7%, the remaining 52.3% is 
influenced by other factors. 
2. Value of the path coefficient of the quality of the system to user satisfaction 
is positive, which is 0.391 (Original Sample column). Because the path 
coefficient value is positive, it means that the quality of the system has a 
positive effect on user satisfaction. known P-values of the quality of the 
system on user satisfaction is 0.001 <0.05, then the quality of the system has 
a positive and significant effect on user satisfaction. 
3. Value of the path coefficient of quality information on user satisfaction is 
positive, which is 0.430 (Original Sample column). Because the path 
coefficient value is positive, it means that quality information has a positive 
effect on user satisfaction. known P-Values value of quality information on 
user satisfaction is 0.001 <0.05, then the quality information has a positive 
and significant effect on user satisfaction. 
 
5.2. Recommendations 
 From the results of the research conclusions and limitations of the study, the 
suggestions that can be given are as follows: 
1. For further researchers can make comparisons with various other companies 
in order to find out to what extent the company is implementing the success 
of information systems. for example, examining ERP end-user satisfaction 
at PT PLN (Persero) Distribution and Expense Management Center (P3B) 
of Sumatra UPT Medan, because of course the satisfaction felt by each unit 
is different. 
2. For further researchers, in addition to using the questionnaire also 
conducted interviews and observations as a consideration to assess the 
objectivity of the respondents' answers. 
3. For further researchers to add independent variables related to user 
satisfaction in order to know more, the factors that influence user 
satisfaction. 
4. For further researchers it is recommended to look for moderating variables 
that can affect the dependent variable. 
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